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MESSAGE FROM THEECTOR

Greetings from the North Shore Regional 911 CefiN&R911) On behalf of our agency, | am pleased
to present to you our 2020 Annual Report.

2020 was certainly a unique year, to say the least. Our agency, the communities we serve, and the
public safety industry at large met unprecedented situations and circumstances. In the face of a
global pandemic, a volatile political scene, and an undulating social climate, our staff exemplified
what it means to be emergency essential employees, and wmeans to be public servants. Not

only did they report to work each day and deliver quality communication and dispatch services to our
first responders and constituents, but they also successfully completed mameligllagency goals

and objectives. These projects contribute to our mission of representing the Commonwealth of
Massachusetts, as a division of the State 911 Department, as a premiere regional communication
center: a center of excellence. It could have been easy, and even acceptaldep@rsiny additional
initiatives in order to cope with the day to day challenges that 2020 presebtgdve were not going

to stop moving forward We were not going to stop achieving. We knew we could Isoitviveand

thrive.

Some of the accomplishmenyou will read in this report includbe creation ofpandemic response
policies and protocols; the training, support, and retention of employees, the creation and testing of
a comprehensive Emergency Operasdétan; and outreach efforts geared to engagev potential
member communities. Equipped with our APCO accredited training program, NSR911 was able to
provideour dispatchers with the necessary tools to handle calls and incidents related to the-COVID
19 pandemic. Polices, protocols, guidards, and databases were created and used for the
processing and dispatching of emergency calls related to the pandeMaintaining necessary
staffing levels during a pandemic can present its own challenges, and yet NSR911 was able to not only
accomplif this but also to yield its lowest percentage of employee turnover since opening its doors
in 2013. Programs, policies, and waldture efforts aimed at supporting, training, and engaging
staff yielded great success in employee retention in 20&@. akocreated, implemengtd, and tesed

our Emergency Operations Plan, which includes a-biegtep Continuity of Operations Plan (COOP),
robust operational gekits, and detailed After Action Reports. All of the aforementioned
achievements were included ime onboarding information sessions we were pleased to deliver in
2020, as well. Atthese sessions, we presented potential new member communitiesfasithation

on membership which includesvhat it means to be part of our Center and the expectations and
steps necessary to join.

As we look to 2021, we continue to set our goals and objectives to align with our agency mission. Our
aspirations include securing accreditation, leading the industry in critical incident stress management
(CISM) efforts for idpatch, and continuing to engage new communities in an effort to expand our
Center. The journey of a regional communications center in Massachusetts can be long, and often
times challenging.We are proud of the operational and administrative progresshage made,
especially in 2020. We look forward to 2021 and all that we can continue to accomplish.

Thank you,

Alyson Dell Isola, Director
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MISSIONVISION& VALUES

Mission Statement
The mission of théNorth ShoreRegional911 Centeris to serve aghe communications link
between our member communés(itizens and their public safety agencies.

Our Vision
Its vision is to exceed national standards and best practices by providingelighup-to-date
911 services in the most fiscallasonable method.

Values
x Caring
x  Supporting
x Innovating
x Serving

Imagel: North ShoreRegionabP11Center
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INTRODUCTION

North Shore Regional 911 Centéalso known asNorth Shore Regional Emergency
Communications Ceer, or NSR91llis locatedin Middleton, MassachusettsSNSR911s a dual

Public Safety Answering Point (PSAP, or operation that answers and directs 911 calls and requests
for emergency assistancelhe center is a component of tig&tate 911 Department agrating

under the Executive Office of Public Safety and Secufty the Commonwealth of
Massachusetts Itwas formedas a collaborative effort with the communities it serves.

As a wireless PSARSR91Bnswers and directs approximate290,000 wireless9-1 calls for a
population of about 1.8 million residents originating in Essex County, most of Middlesex County,
six towns in Worcester Countgnd all of Suffolk CountyexcludingBoston.This divisiorcovers

over 955 square miles. AdditionalNSR911s also the alternate answering point for the State
911 Department PSAP Operations DivisigrFtamingham call center.

On theregionalside, the center answers and fully processeilsBcalls for emegency assistance

for five communities (Amesbury, Essex, Middleton, Topsfield, and Wenham,
Massachusetts).This includes radio dispatching units for police, fire, and EMS (emergency
medical services) for these communitid8SR91Also receivs, directs, and otherwise process
related noremergency calls for these communitidhie member communities have a combined
population of 42,505 and cover 65 square miles.

Four advisory boards provide oversight of the center by member communmjtiey include
Police, Hre, Administrative andExecutiveAdvisoryBoard.

OF_AMG
_,\O\“‘ \{\oormm
= :
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GOVERNANCE

TheNorth Shore Regional 911 Centegovernedby an Intermunicipabgreement (IMA). This
agreement is between th&tate 911 Departmenand eachmember community. Through the
agreementthere arefour governing advisory boardBolice, Fire, Administrative, and Executive

The Executiv@dvisory Boards comprised of the Chair of Administrative Advisory Board, three
(3) at largemembers from the Administrative Advisory Board, the Chair of the Police Advisory
Board, one (1) at large Member from the Police Advisory Board, the Chair of the Fire Advisory
Board and one (1) at large Member from the Fire Advisory Boafte Executive Advisory Board
advises the State 911 Department on the administration, budget, and operation of the North
Shore RECC, includitige admittance of new membersgpproving the annual @erating and
staffing plans goprovingthe details of the transition to a shared radi@quency systemand
approvingoperating policies and procedures that govern the operations of the North Shore RECC

ThePolice andHre AdvisoryBoardsconsist of theespective chiefs from each department. Bee
boards advise the State 911 Department on operating policies and procedures for the operation
of the Regional Emergency Communications Center

There is also administrative AdvisoryBoard thatis comprised of either the Mayor, Town
Manager, or Town Administrator of each Member community. The Board advises the State 911
Department on the budget and operatiari the North Shore RECC.

2020 BoardRepresentatives

Executive Advisory Board
PoliceRepesentatives | ChiefThomas Perkins, PAB Chair
Chief William Scholtz, PAB-l&drge Member

FireAdvisory Chief Jen CollilBrown, FAB Chair
Representative Chief Dan Doucette, FAB-lAdrge Member
Administrative Brendhan ZubrickiAABChair
Representative Anthony Ansaldi, AAB Aiarge Member

Kassandra GoveAAB Ad_arge Member
Andrew Sheehan, AAB-Barge Member
Sate 911 FrankPozniak ExecutiveDirector
Representatives Norm Fournier,DeputyExecutiveDirector
AlysonDelllsola,NSR91Director
ChristopheiRyan NSR91 DeputyDirector

North Shore Regional 911 Center 4
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Fire Advisory Boai@AB)

Amesbury Chief Ken Berkenbush

Essex Chief Daniel Doucette

Middleton Chief Thomas Martinuk

Topsfield Chief Jen ColliABrown, Chairperson
Wenham Chief Stepheavanaugh

Sate 911 FrankPozniak ExecutiveDirector

Representatives | Norm Fournier,DeputyExecutiveDirector
AlysonDelllsola,NSR91Director
ChristopheiRyan NSR91DeputyDirector

Police Advisory Boa(@AB)

Amesbury Chief WilliamScholtz

Essex Chief Paul Francis

Middleton Chief James DiGianvittorio

Topsfield Chief Evan HagluridChief Neal Hovey
Wenham Chief Thomas Perkin€hairperson
Sate 911 FrankPozniak ExecutiveDirector

Representatives | Norm Fournier,DeputyExecutiveDirector
AlysonDelllsola,NSR91Director
ChristopheiRyan NSR91DeputyDirector

Administrative Advisory BoafdAB)

Amesbury MayorKassandra Gove

Essex Town Administrator Brendhan Zubricki, Chairpers

Middleton TownAdministrator Andrew Sheehan

Topsfield Town Administrator Kén Harutunian

Wenham Town AdministratoAnthony Ansaldi

Sate 911 FrankPozniak ExecutiveDirector

Representatives | NormFournier,DeputyExecutiveDirector
AlysonDelllsola,NSR91Director
ChristopheiRyan NSR91DeputyDirector

Agendas foreach advisory boar@re postedon thecenteQa ¢So6aA G S
meeting minutes are available for past meetings.

North Shore Regional 911 Center
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HISTORY

The idea for Essex County to establish a regional emergency dispatch center was first discussed
among various communities as early as 2005. Initially, 23 communities expressed at least some
level of interest in joining agiential regional endeavor. As the discussions progressed, many
communities ultimately decided that th@enterwould not serve their interests appropriatedyd
decided to withdraw from the procesk December 2008, a grant applicativas filed withthe

state 31-1 department to establish a regional emergency communicateamer, which would

later be known as the Essex Regional Emergency Communications @daRIEC@Lt the time,

13 communities (Beverly, Danvers, Essex, Hamilton, Ipswit¢ancheser-by-the-Sea,
Marblehead, Methuen, Middleton, North Andover, Swampscotpsfield, and Wenham) had

filed letters stating their interest in participating. In March 2009rant of $6,800,000.0@vas
awardedfor the establishment of the ERECC.

Ultimately, six communities, Amesbury, Beverly, Essex, Middleton, Topsfield, and Wenham,
decided to join the ERECC. InMunicipal Agreements (IMAsyere executedbetween the
Sheriff's Department and the participating communities during 2028mid much optimism and
accolades from local and state officials in attendaniee groundwasbrokenfor the new ERECC
facility in October 2011. The ERBSS toutedas asignificantsteptoward regionalization, which
many proponents say increases efficiency, while simultangaagucing costs. The new state
of-the-art facility, which was outfitted with the latest technology,cost approximately
$12,000,000 to build and outfit. The $6,980,000 funding for construatias provided by the
Commonwealth of Massachusetts, as was addal money needed taquip and furnish the
facility. Operational control and direction of the new facilitgre assignedo the Essex County
Sheriff's Department (ECSD). The ERECC facility opened for busiuess2013.

In late 2013, afteentering into an agreemenwith the Commonwealth of Massachusetts, the
ERECC began handling-@ cell phone calls (wireless calls) made throughout E€sminty,
thirty-two communities in Middlesex County, and threemmunitiesin Suffdk County.

In January 2015he City of Beverly, which had not yet transitioned to the ERECC, announced it
was withdrawing.In July 2017, the Amesbury City Council overwhelmingly approved a request
by the city's mayoto leave the ERECC and return todiybased dispatch operations.

Throughout its infancy, member communitiespressed concerns about tieS y & S N &, 2 LIS NI |
call taking, dispatch times, communications, and miscommunicatiokkny factorshave

contributed toERECC's troubled histo@ne of the most significant issuegas thatunrealistic

promises were made to evepotential participant to try to encourage them to joirs a result,

the centeris now activelypursung a more standardized approach to operatioisforts have

been madeo streamline policies and procedures across each town and discipline.

Despite the challenges that it has, and continues to face, the ERECC has achieved some very
positive distinctions that both current and potential participants should view in a agréble

North Shore Regional 911 Center 7
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way. Most prominent among these positives is that in May 2014ad announcedhe ERECC

met the minimum training standards for the Association of Public Safety Communications
Officials (APCO) International Agency Training Program Certification wasd awarded
certification. Public safety agencies use the APCO International Agency Training Program
Certification as a formal mechanism to ensure their training programs rtteetAmerican
National Standardmstitute (AN$) approved standardThe ERECC is the first dispatch center in
Massachusetts, and just tteecond one in New England, to receive the certification, also known
as APCO P3Bhe ERECC also became the second PSAPdadilasetts to achieviae National

Center forMissing and Exploited Children (NCMEC) Missing Kids Readiness Project partnership.
It alsobecame the first PSAP in Massachusetts to become a National Weather Service Weather
ReadyNation Ambassador.

IN2017KS { KSNAFTFTQa S5SLINIYSyd O2yidNYOGSR 6A0GK a
perform an audit of the operations, management, and finances of the ERECC. Thisuwaport

finalized in February 2018. Within theeport, MRI made 125 recommendations. ¥he
recommendations covered various topicike stakeholder perceptions governance,
organizational structure, and managemeiiperations and financedacility and equipment
benchmarkingand comparative analysis

NSR911 became the alternatgublic safety answering point (PSAR) fthe State 911
5SLI NIYSyGQa t{! tclhrRd®N,]Fiamiagfian ob Jugeild A2a1# s an
alternate PSAP, NSR911 would temporarily receive 911 calls whenever the primarysPSAP i
unable to do so (e.g., the center is overwhelmed with 911 calls, it has to evacuate, or due to a
network failure that impacts connectivity).

On July 1, 2019, the management and operations of the center transitioned from the Essex

[ 2dzy i & { KSiedt B the state59$1Dlepddmentwithin this transition, the State 911

5SLI NIYSyd |aINBSR (2 Fdzfteée FdzyR GKS 2LISNF GA?2
operational oversight. Additionally, the organizatich Yy I YS 2FFAOALf & OKLF y:
{K2NB wS3arAz2ylf domm / SYiSNE 2Nl b{whmMmod

NSR911 successfully became an alternate PSAP for the City of Methuen on January 8s2020.
an alternate PSAP, NSR9%duld temporarily receive 911 calls whenever the primary PSAP is
unable to do sde.qg.,the center is overwhelmed with 911 calls, it has to evacuate, or due to a
network failure that impacts connectivity).

The lastpiece of transitioning occurred on July 2, 20800ough legislation Chapter 113 of the

Acts of 202(Called fortransferringthe employees of the North Shore Regional 911 Center from

G§KS 9&8aSE /2dzyiée { KSNATTQa AManbrardsn ofiyreemkns { G I
was executed between the Commonwealth of Massachusetts and the Alliance, AISEIME

Local 888 AFSCME, Cau®8, which amongst other things, charemployeesjob titles to

Public Safety Dispatcher, reclasdlfike titles withintheir job specification and set forth a salary

structure. Both the transfer and reclassificatimere effective Monday, July 19, 2020.

North Shore Regional 911 Center 8
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ADMINISTRATION

Human Resources

AuthorizedStrength
Personnel
Allocation
2019
Staffing
Director 1
Deputy Director 1
Operations Manager 1
Training and QA Coordinator (D3) 1
SupervisofD2) 6
TelecommunicatofD1) 25
Vacant Positiong- TC& 3 9
Supervisoy
TOTAL 44

Recruitment

The center has established an extensive hiring and recruitment process. Candidates are required
to undergo a multtasking testoral boardinterview, psychological screening, drug and hearing
tests, and submit to an extensive background itigedion. To seek the most qualified
candidates the center regularly advertises vacancigsough social media, in industry
publications, andn thed G I énflBydnent website.

Selection
In 20, the center performead hiring campaigand hired a total ofour (4) employees

Promotion
Katrina Shamshak was promoted from Supervisor to Training and QA Coordinator (D3) on
September B, 2020.

Service Milestones
The following employees celebrated significant milestones of employmierig the calendar
year 2Q0:

Retirements:
Denise HoylgTelecommunicator

5 Years of Service:
Alyson Dell Isoldirector

North Shore Regional 911 Center 10
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Employee Turnover

Exit interviewsare conductedvith employees who voluntarily lealSR911Thisis an essential

622t dzaSR (2 FdZ feé dzyRSNRAUGI YR {KSNSRYlLbare SSQa
collection and analysis help identify individual problems versus an emerging trend and identify
issues systemic to the organization or reflective of a business unit. This informatieported

regularly andappropriate actions takenas needed.

The tablebelow provides a 5/ear snapshot of employee turnoverdSR911

Reason CY16 Cyl7 |Cy18 |CY19 |CY20

Terminated 1.92% |3.85% |1.92% | 11.36%| 0.00%
Resigned in Lieu of Terminatiq 5.77% | 1.92% | 1.92% | 4.55% | 2.27%
Pursue Other Dispatch Job 577% | 5.77% | 9.62% | 0.00% | 4.55%
Pursue Law Enforcement Job | 7.69% | 1.92% | 3.85% | 0.00% | 0.00%

Retirement 0.00% |1.92% | 0.00% |4.55% | 2.27%
Seek other Employment 21.15% | 17.31%| 7.69% | 4.55% | 4.55%
Transfer to ECSD 0.00% |1.92% | 0.00% | 0.00% | 0.00%
TOTALS 42.31% | 34.62%| 25.00%| 25.00%| 13.64%

Employee Turnover Trends

50.00%
40.00%

30.00% .

20.00% e
.
—

10.00%

0.00% . I I
CY1le CcY17 CY18 CY19 CY20
N Terminated m Resigned in Lieu of Termination
Other Dispatch Law Enforcement
I Retirement I Othe Employment
I ECSD e ndustry Turnover Rate

Absenteeism Rate

As identified throughAdministrative Key Performance Indicators (KPIs), the ceetaluates its
absenteeism rate as compared against the average dat dzof A0 { SOG2NE (&I 4GS D2
according to the Bureau of Labor StatistislsSR91Q @bjective is to have a rata less than 3.4%nnually

Forthe calendaryear 2205 b { wdpm M QE5%NIF S 41 &
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OPERATIONS

Staffing
North Shore Regiona®ll Center Telecommunicator staff consists Sxdipervisors, Radio

Dispatchers, and Wireless Call TakeAdl. Supervisors and Telecommunicators work a 4 and 2
NRGFOGAY3a aOKSRdzZ S® ¢St SO2YYdzyAOFIG2NBR o6&/ &auv 2L
nymp O02@SNYAIKGUL I ¢ 6615 (dafK AIFYiR FANREY {nKcAoglsE T NRB Y
(evening).b { wpmm { dzZLISNIBA a2NE ¢St SO2YYdzyAOFi2NR | f &
from2245¢n T Mp I G. € ANKAMEIEZ FINBR q/c&@23SKAFAE FNBY wmnnp

Staffing patterns and levels are determined by Managet@ad Schedulin@oordinators based
on data derived from several sources, including historical call volume, weather patterns, and
2NBHIFIYyAT SR S@Syiliad ¢KS ydzYoSNI 2F ¢/ Q& LISNJ aKA-
factors. Often staffingmaybe NS 8 SR RdzZNAy 3 GKS aLISI{1¢ aSlaz
(eg.,.42F Wdz &> bSg¢g ., SINNRa 99S> SGOPL 2NJ Aazfl

On average, for the Wireless function during B and C shifts, the staff includes three (8%svire

call takers, supported if necessary, by thedwuty Supervisor. For the A shift (overnight), staffing

is set at two (2) wireless cdllkers and the orduty Supervisor.For the Regional function, all

three shifts, A, B, and C shifts, are set at f@)rradio dispatchers and the atuty Supervisor.

CKAAa @AStRA | G201t 2%F .71 ¢yRQEd BKRRRTFTARS { ¢zZIRS RO X
on the A (overnight) shiftEach shift always has one scheduledduty Supervisor.

Shift Regional TCs Wireless TCs Supervisors
A 3 2 1
B 4 3 1
C 4 3 1

Terminal Agency Coordinator

Supervisor Aleender McKeon serves as the Terminal Agency Coordinato\f®R911and
Supervisor Todd Owen is the Alternate Terminal Agency Coordindtoe Terminal Agency
Coordinator (TAC) is an individual designated by the DirecttiSiR9110 serve as a liaison
between the agency and the Commonwealth. The TAC assumes the nidgref ensuring
compliance with Commonwealth and NCIC policies and regulations, as well as displaying
knowledge about the telecommunications system and the general operation of the terminal
equipment.

In August 2020the MassachusettBepartment of Criminal Justice Information Services (DCJIS)
performed its triennial audit ob { wdpmm Q& NI O2 NR & dpassed {hev apditvandi dzOO S
complieswith all of DCH2 mandatory requirements.
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Duringthe calendar year 220, the center assisid in the verificatiorof the following records:

Amesbury| Essex Middleton | Topsfield | Wenham| TOTAL
Stolen Article 0 0 0 0 0 0

Stolen Gun 6 9 4 7 5 31

Stolen Plate 10 2 5 0 0 17

Stolen Vehiclg 1 0 1 0 0 2

Missing Persor| 0 0 1 0 1 2

WantedPerson 2 0 0 4 1 7
TOTAL 19 11 11 11 7 TN

SPECIALIZED ASSIGNMENT REVIEW

Accreditation Manager The agency has designateddadzlLJS NIA a2 NJ G2 OO0 | a
accreditation manager. The agency seeks to be accredited by the Commis#cnreditation

for Law Enforcement Agencigs/ ! [ 9! 0 @ ¢KS | OONBRAGFGAZ2Y YI VY
policies to ensure compliance with CALEA standards. Once NSR911 is able to meet CALEA
standardsthis individual will work with CALEA to undergo a revaaa pursue accreditation.

CAD Administratoc A supervisor acts as the CAD AdministratorN&R911 This individual is
responsiblefor ensuringthat the system is functioningorrecty andto coordinate assisteach
policeand firedepartmentto ensure tteir systems are als@orking correctly.

GRIEVANCES

During 2@0, there were no grievances filed against NSR911.
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GOMMUNITY INVOLVEMENT & PUBLIC EDUCATION

Police IT User Group Each police department has delegated an officer to participate in an
Informational Technology user group with NSR911. Meetings in 2020 were made difficult due to
COVIBL9 but were back on track in September of 2@Bfbugh remote setting. During these
meetings users are generally provided an agenda where NSR911 goesngvertant action

items on CAD/RMS andi@lated projects. In 202@he user groups worked on projects such as
data conversion, multiple CAD upgrades, NSR ticketing system, an@pseld

Fire IT User Group Each fire department has delegated a firefighto participate in an
Informational Technology user group with NSR911. Meetings in 2020 were made difficult due to
COVIBL9 but were back on track in September of 2@Bfbugh remotesettings. During these
meetings Users are generally provided an age where NSR911 goes over important action
items on CAD/RMS and-id@lated projects. In 2020 the user groups worked on projects such as
data conversion, multiple CAD upgrades, NSR ticketing system, Field ops, Zetron station alerting,
andthe Zollelectronic Patient Care Reporting (ePCR) system

911 Center Tours & Speaking Engagements
Due to the COVIEL9 pandemic, NSR911 did not conduct any tours or speaking engagements.

Topsfield Public Safety CommitteeMembers ofNSR91Tontinue toparticipatein the town of
¢C2LJATFTASE RQA t dzof A Raspfoved t6 bedan exc@IENL Appoitudity  liaisé Vidth a
members of various departments for one of the communities we serve. It has also provided us
with information about upcoming eves and how they are being planned.

On January 30, 202€he Deputy Directoljoined the Towns of Topsfigldiddleton, Ipswich,
Boxford, and Newburyport in @abletop Exercise on Emeérg Infectious Diseases EIDs.The
purpose of thisexercise was to wi oncoordination anccommunication between the Board of
Health and Emergency personngiitle did we know that we would experience a rifd use of
thisjust a few months lated. NB OA S g 2 T @ricySDispedsing SXEDSPCYdH RiEh
alsooccurred. The plaaddresse many of the logistical concerns that would come up during an

activation of the EDS site.
} =
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Social Media NSR911 maintains an active social media presence on Facéhwitter,and Instagram.

We strive to keep visitors up to date with notable activity either at our center, in a member community,
orinother areas of interest to public safety and 911. As of December 31, 2020, there were 1,184 followers
2y (0 KS RSLI bdkpagepad @BowetsloSviterand 174 on Instagram.

{K2NB Kk Db2NIKSFadSNYy al aal / 9y T2
6b9a[ 9/ 0 / NARGAOIT LYOARSY (O feamNEE YSyi
started as the North Shore Police & Dispatchers CISM Team an

aAyOS oSOEYS LI NI 27 b9a[9/CD Yl & 0

MEMBER
COMMUNITY

Griffin from Peabody Police Department is tGentrol Chlef in Charge IJOR(_FMV\\ >
2T (KS dzyAlG o 5dzNAYy 3 HAHANZ Spchllwdbmm  YSYOSNE LI N
outs.

TRAINING & QUALITY ASSURANCE

Initial Training
NSR911 Staff is required to undergo certification, as well as continuing education training. Newly

hired personnel are required by the Massachusetts State 911 Department to complete 88 hours
of certification training, including a Public Safety Telecommunicator Course, Emergency Medical
Dispatch certification, Cardiopulmonary Resuscitation (Ciid)certifcation in the emergency

call answering software. In addition to the certification requirements, new Telecommunicators
must also completean NSR911 specific training program. This program includes 56 hours of
classroom courses focusing on CompuAéied Dspatch software, local geography, ethics, and
incident command system (ICS) training. Wireless Telecommunicators are then required to
complete 80 hours of on the job training on wireless call taking. Regional Dispatchers must
complete the 80 hours of weless call taking, as well as another three to four months of
emergency dispatch ethe-job training. This includes more-depth CAD usage, as well as radio
and dispatch protocol, policy, and procedure as they relate to the member communities.

Continuing Education

Existing employees are also required to participattl8R91®0 éontinuing education program.

To maintain state certification, Telecommunicators must complete a documented 16 hours of
continuing education training, as well as an adbghil 12 hours of EMD continuing education
each year NSR91Telecommunicators also complete 12 hours of online-edriraining (1 hour

per month) as well as 8 hours of weekly scenarios and simulatide training to maintain
essential knowledge and #kets.
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Training Report 220

EMD Training

EMD Standards

Transition to NG911

The Resilient Telecommunicators
Promotions without Degrees
What You Can Do for your
Association

High Performance

Engaging at APCO 2020
Maximizing your ROI bAttending
APCOS Conference

Muddy Footprints All over your
Network

Cultural Impact of COWII®
Coping With a 911 Outage
Utility Failure

In-service Training

Hit Confirmations
ALI/Mapping Discrepancies
911 Text Calls

When a PSAP is unable to Answer
Call Tace

Rapid SOS Emergency Profile
Location w/in Location

School Radios

Ford Assist

Responses to South Hampton
Exit Renumbering

Hysterical Callers

Updating Responders

COVID Procedures

Rapid SOS Clearinghouse
Handling Different Types of Callers
CallClarifications

New Call Natures

Open Line 911 Calls

Active Assailant

MSP Locations

MSP Roadways

North Shore Regional 911 Center
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Beverly Airport Rgonses
Wireless Calls on Waterways
Location, Location, Location
Officer Safety

Call Transfer Introduction

Conferences, Workshopand
Seminars:

Best Practices of a Successful CTO
Dispatch Legal Issues

A Victim's Plea

Leadership in the 911 Center

Hope in the Midst of Chaos
Tactical Dispatch

Active Shooter

Dynamics of Domestic Violence
Avoiding Burnouin a Challenging Work
Environment

Testifying in Court for Public Safety
Dispatchers & Call Takers

911 Operator Strength in Crisis
Difficult Conversations
Massachusetts Telecommunicators
Training Summit

Building 911 Life Bridges

Human Trafficking Preparedness For
The 91-1 Professional

Seabrook Station Training

Fire Services
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Hours spent training:

a2zyiuKte 9a5 ¢ NI AYAWDY

In{ SNIZA OS ¢ NI y y3Y 1,209

/| 2y FSNBYyO0Saz 22N] aKaaIas YR { SYAYIl NA)
New Hire Academy & Gthe- 2 ¢ NI4XNA Y IY

¢C20GFf | 2dzNBR 2y ¢NI X748y 3 AY HAHNY

In-House Training Instructor

We arefortunate to haveemployeescertified to teach the following courses:
APCO Emergency Medical Dispatch

APCO Public Safety Telecommunicator

APCO Certified Training Officer

APCO Communications Center Supervisor

APCO Fire Services

ALICE Active Shooter

CPR1 Supervisor and 2 TCs Certified

€€

geeee

EmployeeRecognitiorPrograns

In 2020the agency implemented y & SYLJX 28SS 2F (GKS Y2yiaKéE ade
Supervisors participate in a survey to vote for their seledifor Regional Dispatcheand

Wireless Call Taker of the month. In addition, TCs vote to select a stand out Supervisor each
month. Ciriteria include technical performance, disposition aedntributions to workplace

culture. Selected eployees are presentedith a certificate and highlighte in the monthly

training newsletter.

In August 2020 the High Five Recognition Program was implemented. Each time a TC earns a
kudos or a shout ouor a daily aiskthey earn points. The pointre accumulatedjuarterlyand

the top three winnersare picked at the end of each quartéVinnersare grantedrewards such

as extended break timedyess down days, and the ability to select their position assignment for

the week.

Scholarships
Training and Quality Assurance Gdioator Katrina Shamshak was awarded two scholarships

during 2020 (1) the Massachusetts PSAP Leadership Scholarahg (2) he APCO Atlantic
Blesso Scholarship The Massachusetts Leadership Scholarship is funded by the State 911
Department and is invésd in helping telecommunicators develop their careers towards
supervisory and management.Shamshakplans on attending the Communications Center
Manager CCMN course This coursanvolvestwo 6-day pieces of trainingand an online
component. The James F. Blesso Scholarship is funded by APCO Atladdicelop its members and
investin the future. It is open to all members of the APCO Atlantic Chagmeris competitively awarded.
Shamshakas opted touse this scholarshifpwards achievindgner RPLRegisteredPublicSafety Leadgr
Certification andvill begin that in Fetuary 2021.
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Performance Evaluation Review Committee

After completing two rounds of performance reviews a survey was conducted looking for
feedback on the process. From that committee of regional and wireless T@Gs well as
supervisorswas comprised to overhaul the forms and make ed#stmonths each page was
combed over, and changes were made to the existing forms.

Quality Assurance / Quality Improvement (QARpbgram)
The Emergency Communications Center operates a Quality Assurance Program that is overseen
by Training and Quality Assurance Coordinator Katrina Shamshak. The program is designed to
meet the standards recommended by the APCO International Stasd&revelopment
Committee and approved by the American National Standards Institute. The core principle of the
guality assurance program is:
w To provide a quality assurance evaluation that assures citizens are consistently
receiving the quality of serviceh¢y expect and deserve from the North Shore
Regional 911 Center.
w The QA program address three key areas of employee performance:
o Adherence to procedures, call quality, and job knowledge.
w The principal features of the QA application include:
o Areviev of at least 3% of all calls for service.
o All cases involving catastrophic loss and/or high acuity are reviewed.

w Operational reports will be available to review the overall performance of individuals
and the performance of the department to develodeeant training.

w Key Performance Indicators are available to track the effectiveness of the QA
program.

The focus of the Quality Assurance & Quality Improvement (QA/QI) program is evaluating
telecommunicator and dispatcher strengths as well as identjfyareas for improvement. The QA/QI
program is not meant to criticize errors, but to constructively review individual efforts, to recognize if
complacency is creeping into our worknd find areas in which we can improve. Our comprehensive
QA/QI programs include a random review of calls received/processed and dispatches of police, fire, and
EMS resources. Up until Octob8upervisors were solely responsible for regularly monitorengewing,

and evaluating performance. Beptembera Training and Quality Assurance Coordinator was appointed
and responsible for conducting reviews. All quality assurance checks are reviewed with individual
employees. The Training and Quality Assuea@oordinator ensuiall appropriate review, training, and
remediation is provided when a need is identifidduring 2020NSR911 maintainechaaverage 095.6%
protocol compliance. Our goal remains to deliver the best possible service to the citizéngsaors of

those agencies we serve
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2020 QA Scores

450

99.00%

400 98.20%

350 97.00%

300 95.00%

250 93.00%

200
91.00%

150

89.00%
100

87.00%

85.00%
January February March April May June July August  September  October November December

mmm Number of Calls Reviewed () A Average Score QA Minimum Score to meet Standard (90%)

Benchmarkindgtandards

NSR911lhas strict guidelines on how rapidly calls are to be answered and subsequently
dispatched. Theguidelinesfollow applicable national standards, where available.the event

that no national standard exists, the center has created an intesteahdardthat it seeks to
complywith.

Complianceis trackedand reported,and any perceived issues are addressed between the
telecommunicator and supervisor, as well as dupgration andtraining meetings to discuss
overall operational performance.

The standardNSR91hdheres toare as follows:
1. Ringto-Pickup Time

a. The National Emergency Number Association has adopted the NENA556
standard which discusses how long a call should ring beforge answered by a
telecommunicator Thestandardsays the center shoul@hswer95% of altallsat
any time within 20 seconds and 90% ofaalllsR dzZNA y3 G KS & 6 dza @
seconds.

2. Pickupto-Dispatch

a. The National Fire Protection Association has adopted the NFPA 1221 standard for
tracking the amount of time it takes to dispatch a call based on when the
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telecommunicator answers the call. The standatdtes that 90% ofallsshould

be processedavithin 90 seconds and 99% of these salithin 120 secondsThere

is no such standard for police calNSR91has established an internatandard
stating that80% of callshould beprocessed within 90 seconds aB8% of calls
within 120 seconds fordth fire and police priority 1 calls. However, in 2019
NSR911s aspiring to achieve the NFPA 1221 standard of 90% within 90 seconds.

Ringto-PickupPerformance

Regional 911 Center Ring-to-Pickup
(90% within 10 seconds)

100.00%
95.00%
90.00%
85.00%
LS S S A NN W= S>> S
F L E W EFE PV GFESFSES
NN @ » e - &
¥ & \s & o~ 6@ &
2 A

mmmm Percentage of calls meeting standard e Standard

Regional 911 Center Ring-to-Pickup
(95% within 20 seconds)
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mm Percentage of calls meeting standard e Standard
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Pickupto-DispatchPerformance
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